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[bookmark: _Toc234925875]Introduction
[bookmark: _GoBack]This report examines the difficulties Basil's Bakery faced during the Covid-19 pandemic. It examines the sales reduction and how it impacted the business. It will begin with an overview of the case study and identify the primary issue. Two potential solutions will be suggested and assessed using the Plus, Minus and Interesting (PMI) method before choosing the best one. Key Performance Indicators (KPIs) and SMART objectives are used to track the performance of the chosen solution once an implementation plan is provided to show how it may be implemented. The main conclusions and suggestions for enhancing Basil's Bakery's long-term sustainability are included in the appendices.
[bookmark: _Toc234925876]Task 1: Overview of Case Study 

The independent artisan baker Basil owns Basil's Bakery, which is situated in a retail establishment in Coventry. After 2015, Basil's Bakery saw significant growth in sales and developed dedicated customers. However, lockdown limitations during the COVID-19 outbreak caused a sharp fall in sales. Sales never reached their pre-pandemic levels and have remained roughly 25% below 2019 levels, raising questions about the business's future sustainability even when the restrictions were lifted. Reduced sales brought on by fewer customers behaviours was the main issue. Office workers visited less due to the rise of remote work, while customer convenience is limited by the absence of online ordering. The profit margin has also decreased due to growing expenses for utilities, rent and organic ingredients. These problems indicate that the bakery's difficulties are a result of both internal and external causes, such as low digital capabilities and economic situations.
[bookmark: _Toc234925877]Task 2: Two Proposed Solutions

[bookmark: _Toc234925878]Solution A – Online Ordering System 

Solution A suggests putting in place an arrangement for online ordering and pre-purchasing. Customers might use a website or mobile platform to explore products, place orders and choose collection options. This solution responds to shifting costumers demands by increasing accessibility and ease. Technology can improve customer happiness and business effectiveness (Li and Chen, 2024). Basil's Bakery can connect with customers through technology who work remotely and cannot visit the bakery. Pre-ordering will enhance operational effectiveness, shorten wait times and improve sales, all of which can help to reverse the current revenue drop (Poovizhi et al., 2025).

[bookmark: _Toc234925879]Solution B – Delivery Service Expansion 

In Solution B, introducing a local delivery service where bakery goods could be delivered to customers' homes and places of employment. Customers who cannot visit the retail park can be reached by the bakery, which expands its market reach. Delivery services have grown significantly in shifting customer preferences and the need for convenience (Pai and Maya, 2022). However, logistical, staff training and transportation expenditures would be necessary for execution. Although the plan has the potential to improve sales, it has higher operating costs than Solution A (Seghezzi and Mangiaracina, 2021).
[bookmark: _Toc234925880]Task 3b: Evaluation Results and Justifications 

The two solutions for Basil's Bakery have potential to increase sales and improve growth. However, when compared using the Plus, Minus and Implications (PMI) method for: implementing an online ordering system (Solution A) and growing through a delivery service (Solution B), scores from 1-5 of the PMI evaluation revealed solution A was more beneficial and had less drawbacks, while solution B comes with more operational expenses, staff needs and puts the company at risk (see Appendix 1). Therefore, the online ordering system is the most sensible, economical and sustainable option for a small, independent bakery with little funding (Anugrah and Istiono, 2024).
[bookmark: _Toc234925881]Task 4b: Justifications for the Implementation Plan 

The implementation strategy has been organised logically to ensure that the online ordering is implemented effectively with less disturbance to business activities (Rajagopal, et al., 2022). Prior to the launch, staff should be given up to date training to enhance their basic knowledge so they can confidently handle online purchases and help customers (Esthi, 2022). Once the system is operational, marketing initiatives start to increase customer awareness and promote immediate service use. Basil will oversee the majority of the implementation, with IT support helping with technical details because he is familiar with the objectives and operations of the bakery. Finally, continuous observation allows Basil to assess performance and make improvement where necessary. This procedure lowers risk by guaranteeing that technological problems are fixed earlier. Additionally, the timeline minimises disturbance and increases the possibility of successful implementation by providing enough time for employee preparation (see Appendix 2).



Task 5b: Justifications for KPI and SMART Objectives

Basil's Bakery employ one KPI backed by SMART objectives to evaluate the effectiveness of the online ordering system (see Appendix 3). The KPI measures the amount of online orders received each month, it provides a clear indication of customers using the new service and effectiveness of the online ordering system (Mhaskey, 2024). The SMART objectives support the bakery’s aim of enhancing sales and strengthening customer satisfaction. Achieving 100 online orders per month in four months provides a realistic goal for measuring customer engagement with the new technology. Basil can evaluate whether online ordering is improving economic performance using the increased monthly sales of 15% within six months.  Using pre-orders to reduce wait times for customers by 20% within six months will show benefits in operating effectiveness. Together, the performance of the KPI and SMART objectives measures enable Basil to monitor progress, evaluate improvement of the solution and make informed choices to support ongoing development for the bakery (Manoharan et al., 2023).
[bookmark: _Toc234925882]Task 6: Key Findings 

The key findings outlined from the analysis of this study provide a clear direction for Basil Bakery 

• Basil’s Bakery continues to experience sales that are 25% below pre-pandemic levels.
• Reduced footfall and changing customer behaviour are contributors to reduced sales.
• Lack of digital ordering limited customer convenience and accessibility (Saha et al., 2023).
• Online ordering provides a cost-effective solution (Li et al., 2020).
• KPIs and SMART objectives monitor progress, support future growth and guarantee quantitative improvements (Sreedharan et al., 2024).

These findings demonstrate that solution A is a sustainable pathway for revenue recovery and long-term solution.
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[bookmark: _Toc234925885]Appendix 1: Task 3a 

[bookmark: _Toc234925886]PMI Evaluation Table
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Therefore: Overall Total for Online Ordering System = +31
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Overall Total for Delivery Service Expansion = +21



Task 3a – PMI Evaluation (Appendix 1)
De Bono (1994) created the Plus, Minus and Implications (PMI) strategy as a decision-making tool to assist in evaluating several possibilities before choosing the best solution (Cahyani et al., 2023). the method encourages decision-makers to consider each choice's positive, negative and interesting features rather than just its benefits (Felemban et al., 2024). This provides a fair assessment and reduce the possibility of bias decision-making. For Basil's Bakery, the PMI technique was applied to compare two possible solutions: introducing an online ordering system and expanding the bakery's delivery service. Each plus, minus and interesting factor was scored on a scale of one to five according to its importance to the business. This allowed both solutions to be compared objectively and highlighted the potential benefits and risks associated with each option. The PMI technique facilitates more informed choices because it promotes critical thinking and considers both immediate and long-term effects before putting a solution into practice. As a result, it offers an organised and transparent way to choose the best plan of action for enhancing Basil's Bakery's sales performance.



















[bookmark: _Toc234925887]Appendix 2: Task 4a 
[bookmark: _Toc234925888]Implementation Plan

Name the problem you are solving: Declining sales as a result of fewer customers and changed customer behaviour.

Name the solution you are implementing: Online Ordering System

[image: ]

Task 4a: Implementation Plan (Appendix 2)
An implementation plan offers an organised structure that sets out the duties, deadlines and tasks necessary to effectively implement a suggested solution (Hindarto, 2023). It supports organisations in successfully allocating resources, tracking progress and lowering the possibility of implementation mistakes or delays (Nasri et al., 2022). The implementation strategy was created for Basil's Bakery in order to facilitate the launch of the online ordering system. The strategy outlines the essential tasks, such as choosing an appropriate online ordering platform, inputting product details, testing the system, educating employees and advertising the service. To make sure the implementation process is well-organised and achievable, every task has been assigned a particular schedule and responsibility. Assigning tasks increases accountability because it enables Basil to keep an eye on developments and make sure each phase is finished before going on to the next. The implementation strategy helps to avoid disruption to the bakery's regular operations while offering a clear roadmap for implementing the online ordering system. Overall, it assists Basil supervise the project effectively and promotes the correct implementation of the suggested solution.
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[bookmark: _Toc234925890]Key Performance Indicator: Increase monthly sales revenue by 15% 

[bookmark: _Toc234925891]SMART Objective Table
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Appendix 3 – Task 5a: KPI and SMART Objectives 
Key Performance Indicators (KPIs) are crucial measurable values used by businesses for evaluating the efficacy and effectiveness of financial management systems (Daniel and Oye, 2024). Organisations can assess whether they are achieving their strategic and operational objectives (Chmutova, 2024). The aims and objectives of the company being assessed are closely matched with effective KPIs. KPIs indicate what success looks like in terms of reaching objectives, whether it's an individual's performance, a team's project, or a company's strategic plan (Aithal and Aithal, 2023). To complement KPIs, organisations frequently utilise SMART objectives, which ensure that company goals are Specific, Measurable, Achievable, Relevant and Time-bound (Ishak et al., 2019). Together, these technologies offer an organised approach to performance management by establishing specific objectives and monitoring progression (Sultan, 2022). For Basil's Bakery, the selected KPI is the number of online orders received each month, as this directly measures customer use of the new online ordering system. The SMART objectives focus on increasing online orders, improving monthly revenue and cutting customer wait times within time limits. Basil is able to track business success, identify areas in need of development and assess whether the online ordering system is accomplishing its goals. The long-term success of the company will be enhanced by routinely evaluating these measurements. 
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